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Abstract
The purpose of the current research is to develop a scale that
measures Emotional Labor in Urdu and the study describes the
procedure followed to develop the General Emotional Labor Scale
– Urdu (GELS – U). The process of scale development was broken
up into different phases. The first phase of scale construction dealt
with item generation and the second involved conducting a pilot
study. The sample for the pilot study consisted of 308 individuals.
Based on the results of the pilot study the items of the scale were
reduced from 49 to 30 using factor analysis and item-total
correlations. The last phase of the study entailed norms
development and establishing the reliability of GELS – U. For this
purpose, the sample consisted of 505 individuals. The internal
consistency of GELS – U was found to be 0.810, and the test-retest
reliability was 0.871. Thus, the General Emotional Labor Scale –
Urdu was developed as a measure of emotional labor in the national
language of Pakistan – i.e. Urdu. Such a scale can be useful for
not just researchers but for organizations in the service sector as
well. This will help understanding in the performance of emotional
labor, its effects on employees and the possibility of training
employees who might need to perform such labor.
Keywords: Emotional labor, Urdu, scale construction,
reliability.
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Emotions are widely acknowledged to be a momentous aspect
of human life. They are pervasive and associated with all aspects of
life. In recent years scholars have researched how emotions effect
ones’ work life and performance (George & Brief, 1992), the
intermediating influence of emotions (Fox, Spector, & Miles, 2001;
Chebat & Slusarczyk, 2005) and in what way individuals’ work and
job have an impact on other aspects of their life (Judge & Ilies, 2004).
One such phenomenon that relates to emotions at workplace is
Emotional Labor.
Emotional labor is a concept that deals with the role of
emotions at work. It became popular after the publication of
Hochschild’s book ‘The Managed Heart: Commercialization of Human
Feeling’ (1983). In the book she defined emotional labor as ‘the
management of feeling to create a publicly observable facial and bodily
display’ (Hochschild, 2003, p. 7). Hoschild says this kind of labor is
sold in exchange for pay and thus, it has an exchange value. She
identified surface acting (modification in emotion only for appearances-
not exhibiting felt emotions) and deep acting (working to manage
emotions so that one comes to feel the displayed emotion) as methods
of performing emotional labor. Ashforth and Humphrey (1993) added
a third method of performance – genuine acting (expressing genuinely
felt emotions).
Morris and Feldman (1996) further defined Emotional Labor
as the ‘effort, planning, and control’ (p. 987) required to express the
emotions wanted by ones’ organization. Emotional labor relates to
the effort put in to perform surface, deep or genuine acting. They
focused on the interaction between the employee, the organization,
and the job, which were all important facets in the performance of
emotional labor. Grandey(2000)unified these perspectives in an all-
inclusive definition of emotional labor; ‘the process of regulating
both feelings and expressions for the organizational goals’ (p. 97).
Her construct comprised of individual, situational and organizational
aspects of emotional labor as well as its long-term goals.
Literature on emotional labor presents three facets of the
construct –internal states, internal processes and external expression
of emotions. Emotional dissonance refers to the internal states of an
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individual. This occurs when an employee experiences an
inconsistency between their felt and displayed emotions (Hochschild,
2003).Internal processes refer to the methods used to manage emotions
– i.e. means of performing emotional labor. These processes involve
surface, deep and genuine acting, which according to Glomb &
Tews(2004)act as the link between the felt emotions and the displayed
emotions. Lastly, the external expression of emotions is the result of
the processes employed to regulate emotions.
Surface acting involves suppressing felt emotions and
displaying the required emotions. Miller, Considine, &
Garner(2007)illustrated surface acting with an instance of a flight
attendant who exhibits a positive attitude towards passengers even
though they might be in a bad mood. It has been associated with
feelings of depersonalization, worsened affective states, withdrawal
from work, emotional exhaustion, adverse moods and reduced job
satisfaction(Brotheridge & Grandey, 2002; Scott & Barnes, 2011). Deep
acting involves delibrately trying to bring about a change in ones’ felt
emotions. Lee and Brotheridge (2011) showed that deep acting was
regularly performed by young child care workers.This type has been
linked with an improvement in affective states and life satisfaction
(Lazányi, 2010; Scott and Barnes, 2011).
A third method of performing emotional labor is genuine acting
which involves spontaneous expression of felt emotions. Research
conducted on the hospitality industry in Taiwan showed that using
genuine acting as means of performing emotional labor delivered a
greater level of personalized and reliable service, which was in turn
perceived in a favorable manner by customers(Chu, 2003). Thus, it is
beneficial for employees’ and employers that the workforce engages in
deep and genuine acting.
The model of Emotional Labor can be conceptualized following
Grandey’s approach – i.e. emotional labor involves internal and external
recognition and management of emotions to meet organizational
demands. Internal processes involve emotional dissonance and actively
working to change one’s felt emotion whereas external process involves
expression of emotion as either a façade or a genuine felt emotion.
Overall high scores on the GELS – U would indicate performance of
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emotional labor and scores on the subscales would be indicative of
which type of ‘acting’ (Genuine, Surface or Deep) is used by the
employee.
The aim of the current research was to develop a scale to
measure emotional labor in Urdu so as to make it relevant to the pakistani
society. The pakistani society has been categorized as collectivistic
in nature. Taqui, Itrat, Qidwai, and Qadri(2007)found that the joint
family systems remain predominant in Pakistan. Moreover, Pakistan is
chiefly an Islamic country and most Pakistani residents lead a life
according to Islamic rules. Therefore, religion provides a guiding
principle on how to behave in various situations including work-related
circumstances. For instance, a female receptionist in a non-muslim
country might be more open towards the opposite sex, whereas the
one in Pakistan would behave with greater modesty.Therefore,
emotional labor performed by Pakistanis is likely to differ from that
performed by employees in other countries.Futhermore, emotional
labor is a major requirement of jobs that involve employees interacting
with different people. This a prominent factor of the service industry.
Recent research shows that Pakistan has a relatively large service
sector which contributes to a large percentage of its GDP (Ahmed &
Ahsan, 2011).
There are some scales that measure emotional labor such as
the Hospitality Emotional Labor Scale and the Teacher Emotional Labor
Scale, which have been developed and validated specifically in the
hospitality industry and on teachers respectively. The Dutch
Questionnaire on Emotional Labor is developed in the Dutch language.
The Discrete Emotions Emotional Labor Scale (Glomb & Tews,
2004) focuses on 14 specific emotions – thus restricting the variety of
emotions measured. The Emotional Labor Scale (Brotheridge & Lee,
2003) does not measure genuine acting. All the above scales were
developed and validated in developed, countries. Thus, keeping in
mind these problems/shortfalls of the existing scales, the GELS – U
was developed to cover the niche identified. Hence, the purpose
behind developing the GELS – U was that it can be used to assess the
performance of emotional labor by a large majority of the Pakistani
workforce in a language that they can understand using a culturally
relevant scale.
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Method
To develop the scale, emotional labor was operationalized
as the process of managing internal emotions and the outward
expression of emotions to adhere to organizational rules. The modes
of surface, deep and genuine acting were incorporated as the
subscales. Surface acting was defined as the acting of emotions by
individuals, even if the displayed emotions are not being felt. Deep
acting was operationalized as the efforts put in by individuals to
modify felt emotions to experience the displayed emotions. Genuine
acting was operationalized as the display of spontaneous genuinely
felt emotions.
The GELS – U was developed as a self-report questionnaire
answered on a 5- point Likert scale. The five options allowed for the
measurement of the occurrence of emotional labor and the frequency
with which it occurred. The options presented were Never (1), Rarely
(2), Sometimes (3), Often (4), and Always (5). Comrey(1988) favors
multiple choice response saying that “multiple-choice item formats
are more reliable, give more stable results, and produce better scales”
(p.758). Research shows that a Likert type response scale that has
five to eight options is most appropriate for questionnaires (Lietz,
2010).
Phase 1: Development of the General Emotional Labor Scale (GELS)
Procedure. A detailed literature review was the first step to generate
items. A total of 100 theoretically based items were initially developed.
During this item generation stage certain guiding principles provided
by Clark &  Watson(1995) were followed. For instance, the language
was kept direct and slangs words were avoided; as were multifaceted
and double-barreled items. Reverse scored items were excluded as
research has shown that when some of these reverse worded items
are randomly included in a measure, it has adverse effects on the
psychometric properties of the instrument (Harrison & McLaughlin,
1991)
These items were reduced to 49 items via subjective analysis,
with the contribution of two organizational psychologists. The items
were sent to an Urdu Language expert for language analysis and to
institute face and subjective validity. This 49 items scale was referred
to four psychologists (other than the first two organizational
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psychologists) for assessment. Fortunately, none of the subject matter
experts suggested any changes except that for the likert scale options,
the Urdu word “shaaz-o-nadir” was recommended for the “rarely”
option (2).
Phase 2: Pilot Study
Sample. The sample consisted of 308 working individuals
from Karachi. Non-random, snowball sampling was used. From these
respondents 46.1% were females. 41.9% of these respondents were
between the ages of 20 – 30; 39.9% were between 31 – 40; 12.3% were
between 41 – 50; 5.5% were between 51 – 60; and 0.3% were above 60
years of age. Majority of them were married (60.4%) and most (43.5%)
held a postgraduate degree. The participants also belonged to a variety
of different professions.
Procedure. First consent to participate in the study was
obtained from the participants. Confidentiality regarding the responses
was assured to all. The sample was requested to answer a demographic
information form and the 49-items GELS – U.
The data obtained from the pilot study was utilized for item
analysis, to establish internal consistency and to define the cut-off
points. To achieve this objective descriptive statistics (mean and
standard deviation), item total correlations (Pearson r), factor analysis,
and item- subscale correlations were assessed using the Statistical
Package for the Social Sciences version 17 (SPSS 17).
Phase 3: Establishing Reliability of GELS – E
It is important that an instrument has good reliability.
Reliability of a scale shows how consistent a measure is. The reliability
coefficient is indicative of the reproducibility of the scores (John &
Benet-Martinez, 2000).Two different forms of reliability; internal
consistency and test-retest reliability were established for the GELS –
U.
Sample. A total of 505 respondents answered the GELS – U.
The sample included 41.9% females. 43.8% of the participants were
between the ages of 20 – 30, and 40%, 10.7% and 5.7% were between
the ages 31 – 40, 41 – 50, and 51 – 60 respectively. Majority of the
respondents (47.6%) held a graduate degree, and most of them (66.7%)
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were married. The participants were from a variety of different
occupations.
Procedure.The sample was required to fill out a consent
form, a demographic information form and the GELS – U.In order to
determine test-retest reliability, the questionnaire was given to the
same participants to fill out after an interval of 15 days. Kimberlin and
Winterstein(2008)suggest that the interval between two
administrations of the test should be long enough that the participant
does not remember their previous responses and yet not so long that
learning or a change in the respondents’ physical or mental health
affects their responses.
Cronbach Alpha values of the entire scale, alpha values of each
subscale and the correlation between the two administrations were
computed using SPSS.
Results
After a thorough literature review an initial pool of 49 items
was developed. This item pool was reduced to 30 items through
descriptive statistics, item-total correlations (Table 1) and factor
analysis (Table 2).Items with an item-total correlation of greater than
.50 (p < .001) were retained, and keeping these in mind, the
corresponding items with a loading of .50 and above in their respective
factors were selected. The Kaiser-Meyer-Olkin Measure (KMO) value
was found to be .848 and the Bartlett test result in the current sample
was found to be highly significant (p < 0.001), and therefore factor
analysis is deemed appropriate.
The criterion for selecting items for each factor was a loading
of greater than .50. According to Kline (2014) factor loadings can be
regarded as moderately high if they are more than .30. As a result of
factor analysis, the assumed subscales emerged as the three factors of
the GELS – U, each consisting of 10 items. Factor 1 relates to surface
acting – measurement of emotional labor via pretense; the second
factor was deep acting which measures the efforts put into reducing
the gap between real and displayed emotions. Genuine acting was the
third factor that measured the display of spontaneous and real emotions.
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Item No. M SD Pearson r Sig Item No. M SD Pearson r Sig 
1 2.92 1.222 .584 .000 26 2.80 1.296 .687** .000 
2 2.82 1.088 .510** .000 27 2.84 1.435 .528* .000 
3 3.14 1.326 .562** .000 28 3.21 1.392 .224** .000 
4 3.77 .942 .120* .035 29 3.24 1.297 .790** .000 
5 3.37 1.147 .723** .000 30 3.24 1.362 -.028 .619 
6 2.91 1.187 .626
** .000 31 3.19 1.310 .260
** .000 
7 2.89 1.243 .507** .000 32 3.34 1.088 .711** .000 
8 3.30 1.143 .350** .000 33 2.77 1.385 .057 .321 
9 2.99 1.281 .219** .000 34 3.48 1.390 .313** .000 
10 2.90 1.365 .096 .094 35 2.67 1.307 .502
** .000 
11 3.08 1.261 .408** .000 36 2.97 1.350 .613** .000 
12 3.23 1.410 .184** .001 37 2.94 1.089 .718** .000 
13 3.35 1.263 .181** .001 38 2.84 1.277 .239** .000 
14 3.27 1.337 .514** .000 39 2.50 1.051 -.182** .001 
15 2.72 1.341 .521** .000 40 2.59 1.266 .587** .000 
16 2.14 .957 .662 .000 41 3.38 1.359 .688
** .000 
17 3.44 1.306 .571** .000 42 2.84 1.300 .163** .004 
18 3.01 1.144 .565** .000 43 2.37 1.173 .528** .000 
19 2.98 1.342 .656** .000 44 2.71 1.262 .580 .000 
20 3.40 1.092 .550
** .000 45 3.57 .974 .270
** .000 
21 2.97 1.261 .511** .000 46 3.01 1.446 .688** .000 
22 2.62 1.228 .156** .006 47 3.73 1.240 .658** .000 
23 3.07 1.308 .550 .000 48 2.96 1.317 .250** .000 
24 3.16 1.382 .521** .000 49 3.00 1.237 .707** .000 
25 2.92 1.304 .115
* .044      
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
Table 1
Descriptive Statistics and Item Total Correlations of 49 Items of the
General Emotional Labor Scale – Urdu (GELS – U)
Item- subscale correlations (Table 3, 4, & 5) show that the
items correlate significantly (p < .001) with the total of the subscale
they measure. Internal consistency is often computed by obtaining
Cronbach alpha coefficients; a high coefficient value denotes high
reliability. Research posits that an alpha value higher than 0.70 is
satisfactory for a newly developed scale (Hinkin, 1998).The alpha
value obtained for the GELS – U was 0.810 (p<.001; n = 505), which
shows high internal consistency of GELS – U (Table 6).The alpha
values of Surface and Genuine Acting suggests that these subscales
have very good internal consistency (Table 7). The alpha value of
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Table 2
Factor Structure and Eigen Values of GELS – U with Varimax
Rotation
S. No. Item No. Factor I Factor II Factor III 
 1 .649 .011 -.456 
 6 .676 -.286 -.325 
 7 .689 -.080 .040 
 12 .394 -.003 -.431 
 13 .335 .135 -.377 
 15 .591 .060 -.465 
 16 .688 -.044 -.145 
 19 .668 -.006 -.337 
 23 .633 -.065 -.371 
 27 .553 .150 -.408 
 30 .344 -.044 -.464 
 33 .212 -.156 -.289 
 35 .695 .069 -.467 
 39 .233 -.209 -.281 
 44 .588 -.049 -.335 
 2 .022 .612 -.063 
 4 -.099 .478 .168 
 8 -.030 .215 .008 
 11 -.102 .468 .024 
 18 .270 .536 .199 
 20 -.221 .729 .206 
 22 -.083 .222 -.008 
 26 -.217 .736 -.092 
 28 -.104 .477 -.457 
 32 .071 .651 -.112 
 36 .163 .563 .151 
 38 0.67 .189 -.108 
 40 .004 .663 .031 
 42 -.436 .247 .136 
 43 -.297 .528 .243 
 45 -.153 .323 .030 
 47 -.030 .633 -.034 
 49 -.146 .597 .168 
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 3 -.116 -.036 .668 
 5 -.130 .129 .640 
 9 -.318 .171 .294 
 10 -.420 .123 .338 
 14 -.252 -.124 .621 
 17 -.063 -.114 .690 
 21 -.468 .034 .609 
 24 -.027 -.094 .802 
 25 -.065 -.352 .477 
 29 .045 .047 .690 
 31 -.140 -.117 .458 
 34 .020 -.092 .394 
 37 0.71 -.177 .700 
 41 .002 .040 .647 
 46 -.320 .009 .676 
 48 .235 -.128 .491 
Eigen Values  11.866 8.362 7.079 
% Variance  24.217 12.984 10365 
Cumulative %  24.217 37.201 47.566 
 
Note: items with .50 or above loading are boldfaced in the
corresponding factor.
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Deep Acting is close to 0.70, indicative of an acceptable level of
consistency. Analysis of data also showed high test-retest reliability,
calculated via Pearson Product Moment coefficient (r = 0.871; p <.001;
n = 505) (Table 8).
Table 3
General Emotional Labor Scale – Urdu (GELS – U): Item Subscale
Correlations for Surface Acting
Table 4
General Emotional Labor Scale – Urdu (GELS – U): Item Subscale
Correlations for Deep Acting
Item No. Pearson r Sig. 
2 .626** .000 
18 .531** .000 
20 .584** .000 
26 .563** .000 
32 .529** .000 
36 .602** .000 
40 .445** .000 
43 .639** .000 
47 .582** .000 
49 .573** .000 
 
Item No. Pearson r Sig. 
1 .810** .000 
6 .567** .000 
7 .497** .000 
15 .700** .000 
16 .549** .000 
19 .718** .000 
23 .743** .000 
27 .755** .000 
35 .768** .000 
44 .856** .000 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
n = 505 
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Table 6
Internal Consistency of the General Emotional Labor Scale – Urdu
(GELS – U)
 Cronbach’s Alpha No. of Items 
GELS – U .810 30 
 
Table 7
Cronbach’s Alpha Scores for the Subscales of General Emotional
Labor Scale – Urdu (GELS – U)
Subscale Cronbach’s Alpha No. of Items 
Surface Acting .864 10 
Deep Acting .731 10 
Genuine Acting .828 10 
n = 505 
Table 5
General Emotional Labor Scale – Urdu (GELS – U): Item Subscale
Correlations for Genuine Acting
Item No. Pearson r Sig. 
3 .724** .000 
5 .628** .000 
14 .745** .000 
17 .748** .000 
21 .702** .000 
24 .834** .000 
29 .592** .000 
37 .632** .000 
41 .708** .000 
46 .679** .000 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
n = 505 
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Table 8
Test-Retest Reliability of the General Emotional Labor Scale – English
(GELS – E) and General Emotional Labor Scale – Urdu (GELS – U)
 Pearson r Sig. 
General Emotional Labor Scale – Urdu (GELS – U) .871 .000 
 
Discussion
The current research set out to develop a consistent and
reliable measure of emotional labor in the national language of Pakistan
– Urdu. The developed scale comprised of 30 items, containing three
subscales, Surface, Deep and Genuine Acting. Additionally, each of
the three subscales comprised of three facets that measured the
intensity, variety and general method and expression of emotions.
The GELS – U was developed as a self-report measure consisting of a
5-point likert type response format.
The number of items in a scale is an important consideration.
According to Anastasi(1976)large scales often result in fatigue and
biased answers from respondents. Opposingly,  a scale with too few
items is likely to have problems regarding its psychometric
properties(Kenny, 1979). Hence, GELS – U eas developed with an
apposite number of items so as to avoid psychometric problems and
also measure emotional labor bias free.
Exploratory factor analysis and item-total correlations were
used as means to purify the scale. The results showed that the
subscales were pertinent to the overall construct of emotional labor
and they enabled the measurement of emotional labor.
Implications
Developing a scale to measure emotional labor in Urdu taps
a niche observed, wherein the performance of emotional labor by
individuals who do not understand English can be measured. This
allows researchers to understand and measure emotional labor in the
population of Urdu-speaking Pakistanis. Additionally, the norms
developed for the GELS – U relate to a third-world developing country,
and thus it can be used not only in Pakistan but in similar countries
where the demographics are more or less similar to Pakistan.
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The psychometric properties for the GELS – U were
established from a sample consisting of residents from the
metropolitan city of Karachi. Karachi, as a city comprises of a wide
range of demographics with residents from different ethnicities,
religions, occupations, and so on. Hence, the norms developed for
the scale were based on a diverse range of population allowing for
generalizability of the scale to be established.
A recent study by Mastracci, Newman and Guy(2010)
showed the importance of training in what they call ‘emotive skills’.
They argue that these skills are very important for individuals working
in emotionally intense service jobs such as disaster services, domestic
violence, law enforcement, child protective services, emergency
medical services and the like. They proposed to the National
Association of Schools of Public Affairs and Administration Standards
that teaching these skills should be incorporated in the teaching
curriculum. The GELS – U allows for the assessment of emotional
labor in such occupations, hence allowing for training to be provided
on how to display and modify emotions so that people do not
experience the negative effects of emotional labor.
Limitations and Future Research
The study was not free from limitations. Firstly, the validity
of the scale could not be established as no scales measuring emotional
labor exist in the Urdu language. Future research can concentrate on
establishing both convergent and divergent validities for the GELS –
U. Secondly, the psychometric properties of the scale were established
from a sample of participants residing in Karachi. Other cities of
Pakistan could not be tapped. Therefore, future research could also
focus on establishing psychometric properties of the GELS – U in
other geographical locations.
Conclusion
The aim of the current study was to develop a reliable
measure of emotional labor in the Urdu language and to establish its
norms in the country of Pakistan. The final GELS – U comprises of 30
items, with three subscales (Surface, Deep and Genuine Acting), which
were further divided into three facets (intensity, variety, and general).
The scale was developed as a self-report measure that was to be
answered on a five-point response scale.
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